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[bookmark: _Toc523826941][bookmark: _Toc523827118]Task 1: 
Evaluating the methods of a qualitative research paper
[bookmark: _Toc523826942][bookmark: _Toc523827119]The full citation:
Shanmugam, M., Wang, Y., Bugshan, H. and Hajli, N., 2015. Understanding customer perceptions of internet banking: the case of the UK. Journal of Enterprise Information Management, 28(5), pp. 622-636.
[bookmark: _Toc523826943][bookmark: _Toc523827120]Introduction: 
“Understanding customer perceptions of internet banking: The case of UK” is a qualitative research paper that aims to explore customer perception of internet banking in the UK. The purpose is to provide knowledge about internet banking and customers attitude towards internet banking in England. According to Shanmugam and al. (2014), it is important to understand customer attitudes toward Internet Banking because it can provide researcher with a better understanding of factors behind usage rate. Bank sector can beneficiate highly from these studies to improve their strategies to increase internet adoption rate and then bank performance. The paper in hand have conducted a qualitative research based on in depth-interviews. The sample size of the primary research was 25 participants. Alongside with primary research, various secondary research documents in internet banking were also analysed for this research. The results of this paper show that the most common web banking is checking accounts, money transfers and bill payment. Also, the findings demonstrate that the factor affecting internet banking usage rate is related to security and privacy. In this concern, some bank institutions have worked hardly on improving their security to better meet customers need by creating card readers. The article findings show that bank customers are satisfied about the overall services of internet banking. 
In this critical review, a critical evaluation will be conducted for the methodologies used in the Shanmugam et al. article. The writer will review the research methods implemented to answer the research question of the paper. In the following sections, we will reveal whether the appropriate methodologies were used, and whether alternative methodologies might have been more effective for better findings and results under this study. Also, we will discuss the strength and limitation of the article. Then, we conclude by a summary and recommendations. 
[bookmark: _Toc523826944][bookmark: _Toc523827121]Research methods used in the article:
The authors have approached their research with an interpretivism philosophy, and thoroughly qualitative research methodologies in which they conducted primary and secondary research to investigate customers’ perceptions of internet banking. The in-depth interviews were completed on a sample of 25 candidates. Interviews were completed through face-to-face meetings, emails, and phone calls. The questions set in the interviews have followed the “grand tour structure” to achieve understanding of the subject. Adding to this, the authors used triangulations technique in their data analysis to increase objectivity of their study. Secondary research was based on journal articles, books, and recent reports in banking sector in UK.
[bookmark: _Toc523826945][bookmark: _Toc523827122]Critical discussion of methods used:
[bookmark: _Toc523826946][bookmark: _Toc523827123]•	Research methods: 
This paper has used qualitative methods to conduct the research. According to the author, qualitative research allows a more focused findings on customers’ behaviour toward internet banking in UK (Shanmugam et al. 2014). In my opinion, qualitative research method is appropriate for this research. When the research is about real-life experiences, behaviour and attitudes, qualitative methods is more suitable for the study (Yin, 2016). Qualitative research makes it possible to explore what and how consumers think in a more detailed way comparing to quantitative research (Barnham, 2015). It is a simple research design that manages data without complexing the context (Glesne and Peshkin, 1992). However, the implementation of qualitative research only automatically addresses the validity. So, how consumers react to a phenomenon involves understanding mental structures of the customer while deciding (, 2015). Which means the researcher must try to give a valid interpretation of consumers reactions. In quantitative research, validity is accurate and existent through statistics and numerical evidence, while qualitative research lacks “underlying philosophy of science” (Sykes 1990; Barnham, 2015). 
Findings of qualitative research vary from study to study. According to Willis (2007), the audience is offered “interpretations” which more often are strongly useful; but still are viewed as opinions of the researcher (s). In this paper, the author has adopted triangulation technique, by comparing his findings with previous documents and articles, to increase reliability of the study. This is an effective approach as qualitative research is believed to be more objective and reliable when using ‘triangulation’ because it allows to relate findings to other research which builds faith and truth on the results (Flick, 2002).
Alternatively, the authors of this research might have implemented a mixed methods or quantitative research methods. Quantitative research methods will make the results of the research generalizable and reliable. In this kind of research, it would be preferable to consider a large sample size in the research to achieve objective findings. This can be attained through conducting quantitative research methods or mixed methods.
[bookmark: _Toc523826947][bookmark: _Toc523827124]•	Research philosophy: 
The research philosophy implemented in this article is interpretivism approach. Shanmugam et al (2014) application of this approach is relevant for the article. In research, qualitative methods have strong associations with interpretivism approach (Walsh, 2006). This approach questions how people think about an event and views a phenomenon. According to Rolfe 2006), interpretivism approach can’t be justified using the same measurement as science, which questions its validity. However, if the study adopts techniques such as peer reviews and triangulation, objectivity and trustworthiness increase. There is no doubt a large range of philosophical styles exists (Walsh, 2006). According to Walsh (2006), phenomenology and positivist are the most accurate philosophies to adapt in qualitative research because they allow researcher to have a clear understanding and knowledge. Patton (2001) defines phenomenology as a study that evolves finding the impact of the area of study on people. In another hand, Kincheloe defines positivist as science oriented in explanation of an event (2011). Walsh framed other philosophical approaches in four categories: ontology, epistemology, logic and teleology (2006). However, these approaches are improper for research seeking humanistic research. And unacceptable for researches that desire to advance understanding in customer attitude and perceptions. As Mason (2002) have stated, interpretivism approach is concerned about studying the social world through the activities and behaviours of people. Hence, the authors of the article adopted a suitable research philosophy for their study and increased the trustworthiness of the findings through “triangulation”. 
[bookmark: _Toc523826948][bookmark: _Toc523827125]•	Data collection methods: 
This article data collection methods were based on primary and secondary data. The primary research methods were carried through in depth-interview which was conducted in face-to-face meeting, phone calls, and e-mail. In this research, we believe that “in depth interviews” are effective for investigating customer perceptions toward Internet Banking. The purpose of the study remains in exploring customers attitudes, ideas, and decisions. According to Barnham (2010), the essence of in depth interviews in qualitative research is to uncover the mind of customers. It leads to naturally analyse the consumer perceptions, behaviours, and attitudes to a phenomenon (Barnham, 2010). Thus, this vaguely meets the aim of the research conducted by Shanmugam et al. 
Based on our review of the methods, the authors of the article did an open-ended interview structure. According to Silverman (2006), open ended interview allows candidates to give their opinions on social phenomenon. The open-ended interviews reached 25 candidates that were interviewed over a period of one month. 25 candidates for this investigation is going to allow the researcher to achieve an objective understanding. Previous research recommends that at least five to six interviews should be conducted (Morse, 1994; Creswell, 1998); but to achieve a rigorous study, researcher must consider a sample of 20 to 50 interviewees (Morse, 1994). Still the number of candidates depend on the study and environments of the research. Concerning the participants, the author failed to inform the audience about facets and criteria of his chosen audience. Kuper, Lingard, and Levinson (2008) highlights that interview candidates must be selected purposefully. And the authors should best inform about their criteria to enhance accuracy and understanding of the study. 
The interview process was following the grand tour technique. The grand tour technique is designed to learn general information on behaviour and attitudes on a subject under the study (Woodside, and Wilson, 1995). Our review for this paper suggests a better focused technique which is “standardized in depth interview”; it is based on open ended questions that are carefully designed and worded to minimize variations (Patton, 1987). By implementing this technique, the author can have focused answers on internet banking customer perceptions rather that a general overview. Although, the authors in the article stated that all interviews were tape recorded for the analysis. There are alternative ways such as photographing and video-recording that allow efficient observations (Wagner, 1979). However, we believe the author choice will allow a successful organisation of data. 
[bookmark: _Toc523826949][bookmark: _Toc523827126]Strength and limitations of the article: 
The authors of the article address customer perceptions on internet banking in UK. The research question, “what are customer perception of internet banking in UK?”, is clearly related to the title. Throughout the literature review, the authors have included previous research and studies by other authors. The content of the literature review is mostly relevant to the study. The authors have used a variety of articles and documents. The literature review was divided into two section (1) Factors affecting internet banking. In this section, the authors compared internet banking usage between countries such as UK versus Turkey, and UK versus Europe. This contributed to an overall understanding of the research scope. (2) Internet Banking in the UK. Alongside with an accurate research in this area, the content also includes recent report in the UK by Forsee, and MarketWatch which will lately be compared to the finding of the study. 
The methods used in the study involves qualitative research. Primary research was conducted through in depth-interviews in a sample of 25 candidates. This was completed through meeting, emails, and phone calls. The nature of the research involves relatively a small sample size to address the research aim. The low sample size of completed interviews is not suitable for generalizing findings to a whole population. Adding to this e-mails and phone calls often contribute poorly to observations as they cannot offer a direct contact with candidates. The authors stated that future studies can consider larger sample sizes, and different backgrounds to be able to generalize the customer perceptions to internet banking.  
The authors stated that the purpose of the article is to identify customers’ perceptions of internet banking in the UK. And to provide an understanding of internet banking in UK. The purpose is concisely with the title of the paper. However, we have noticed that the authors have deviated from the paper purpose in the results section. The findings of the paper mostly focused on the factors behind customer usage of internet banking, while the paper objective was to determine customers’ perception of internet banking. We would suggest that the authors have included the usage factors, alongside with usage frequency, personal experiences, and preferences of customers. The second part that evolve customer understanding of internet banking was answered successfully.
[bookmark: _Toc523826950][bookmark: _Toc523827127]Conclusion: 
The paper in hand review and evaluate the methodologies used in Shanmugam et al. journal article. The article has investigated the consumer perceptions of internet banking; it aims to identify customer understanding and perception of internet banking in UK. The overall review of the paper is that the methods used were appropriate for the investigation. The research philosophy used in the article was interpretivism approach. This interpretivism philosophy is suitable for studying the social world through the activities and behaviours of people. The research was also based on Qualitative methods through primary and secondary research. It seems to be the appropriate method for the study because it is a human-centric research. However, by employing qualitative methods the researcher should not aim for generalisation and objectivity in the study. The research can achieve more trustworthiness through triangulation which was the case of the article reviewed. 
Our review suggest that the authors should have given details about the participants of the interview. This will help frame and identify the category of population reached in the study. it will also help future studies differentiate and reach other categories of people. This will eventually help expand the knowledge and contribute to further understanding in the subject. 
Concerning the findings and results, the authors failed to give a relevant answer on customers perceptions toward internet banking. The study has focused on factors behind internet banking usage. We suggest that the article should have reviewed the research question of the article or answered this research question more deeply like adding internet usage frequency, personal experience, and/or preferences in internet banking usage which will eventually answer customers perceptions toward internet banking. 
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[bookmark: _Toc523826953][bookmark: _Toc523827130]Abstract:
This study aims to investigate the factors that influence the customers usage of Internet banking in UK. This is a qualitative research that interviewed and analysed a sample of eight participants based in London. Our participants were full-time students at University of Wales Trinity St David aged above 25 years. The results of this research show that a large percentage of banking customers use internet banking nowadays in UK. The most popular services in online facilities are checking balance, paying bills, and making transfers. The factors that influence the customer usage rate of internet banking in UK are trust, need to access online channel and knowledge about online services. However, our study shows that online services are also affected by security and privacy issues. 








A Qualitative Study on Customer Usage of Internet Banking Services in UK

[bookmark: _Toc523826954][bookmark: _Toc523827131]Introduction: 
The internet and technology advancement have allowed the financial institutions to introduce new channels to interact with customers (Ege Oruç & Tatar, 2017). One of the emerging banking evolutions is internet banking (Jun & Cai, 2001). The banking sector has offered customers a new platform which is time saving, low cost, convenient, and accessible anywhere anytime (Lin, Wu, & Tran, 2015). Many services can be completed online, such as checking account balance, transfer money between account, transfer money to external account, paying bills, international payments, credit cards management, and paying-in cheques into personal accounts (Lloyds, 2018). 
Internet banking usage rate is not dependant on financial institution or the government support; it is however determined by customers' acceptance and trust (Ege Oruç & Tatar). Besides the fact that internet banking responds to customer expectations and improves customer service, there are still customers that do not use this platform; this is due to some factors. Security and privacy are believed to be one of the major factors that affect internet banking usage rate (Norzaidi and Sabrina, 2011).
Many research studies have investigated the acceptance of internet banking by users, and customer satisfaction and loyalty toward internet banking (Yang, Lai & Chu, 2018; Mukhtar, 2015); however, a much smaller number of researches have explored the factors behind the usage of internet banking (Yang, Lai & Chu, 2018). 
[bookmark: _Toc523826955][bookmark: _Toc523827132]Literature review: 
In this section, we will be looking at previous investigations and findings related to internet banking usage by consumers in the UK.
[bookmark: _Toc523826956][bookmark: _Toc523827133]-	Internet banking:
Internet banking is a combination of information technology and banking services (Mukhtar, 2015). It is an E-commerce channel which provides bank customers with different types of services and products accessible through a network (Mukhtar, 2015). Internet banking has also been defined as the consumer use of internet resources that allows customers to manage and complete banking activities (Shanmugam et al, 2015). Chang and Hamid (2010) referred to internet banking as being a channel for consumers to do their banking transactions online without the need to physically visit brick and mortar banks. The current research defines Internet Banking as a virtual channel that enable individual or business customers to access and manage their personal accounts anytime and anywhere (Nehemiah, Osden and Pako, 2017). 
[bookmark: _Toc523826957][bookmark: _Toc523827134]-	Customer usage of internet:
All over the world, internet banking use has increased which have resulted in a shift in online transactions (Mukhtar, 2015). Scholars have agreed that online banking have helped the financial sector gain a competitive advantage in the market place (Shanmugam et al, 2015). Internet users increase gradually every year. In United Kingdom, the online banking use have gradually improved from 2007 to 2017 from 30% to 63% (Statista, 2018). Simultaneously, mobile banking has increased impressively from 2010 to 2015. The statistics show that mobile banking shifted from 8% to 34% (Statista, 2015). 
[bookmark: _Toc523826958][bookmark: _Toc523827135]Figure 1: Online banking use in England from 2007 to 2017
  [image: ]
[bookmark: _Toc523826959][bookmark: _Toc523827136]Figure 2: Mobile banking users in United Kingdom from 2010 to 2015
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Luarn and Lin (2005) research have demonstrated self-improvement had a major influence on customer behaviour and intentions to use new technologies and services.
According to Gerrard et al (2006), the factors that affect internet use can be customer perception of online risk, lack of internet or technological devices use, accessibility to internet or technology, pricing, and specific services and needs. In such concerns, consumers prefer to stick to traditional banking methods for handling banking activities (Pourasadi and Dastanian, 2014).
Mohamed (2013) have conducted a qualitative research on Internet usage factors based on interviewing a sample of 450 consumers. The findings show that the occupation, income, and banking sector (public or private) plays a fundamental role in consumers usage of internet.
Ahmed (2013) have investigated the usage of internet in commercial banking in Jordan. The results show that the overall usage of the E-channels is still low. His study explains that this is due to customer unawareness of internet services. Adding to this, high concerns about the security and internet privacy especially in banking activities.
Shanmugam et al (2015) have conducted a qualitative research on customers' perceptions of internet banking in the UK. The findings show that internet banking consumers tend to use this facility more frequently for money transfers and online bill payments. Furthermore, the study explains that security and privacy in internet banking is still a major issue in customers' concerns.
· [bookmark: _Toc523826960][bookmark: _Toc523827137]Research question: 
· [bookmark: _Hlk522389255]What are the factors that affects customer usage rate of internet banking in UK? 
· [bookmark: _Toc523826961][bookmark: _Toc523827138]Research aim:
The purpose of this research is to investigate customer understanding and attitude toward internet banking. This study will help the writer have an insight about factors behind customer usage of internet banking in UK.
· [bookmark: _Toc523826962][bookmark: _Toc523827139]Research philosophy: 
The research philosophy adopted in this study is interpretivism. Interpretivist approach is concerned about studying the social world through the activities and behaviours of people (Mason, 2002). Interpretivists interpret people actions, behaviours, and understanding into an embedded language. Charmaz (2006) stated in her book “Reconstructing Theory” that “Interpretivism calls for the imaginative understanding of the studied phenomenon”. It means that the researcher assumes different ideas and realities; facts and values. 
In this study, interpretivism is suitable because it is appropriate for social research. According to Goodman (2004), interpretivism asks and answers questions such as: what do people assume in this matter? How does people construct their opinion on this? What does people actions involve to this phenomenon? Interpretivism approach will help this research paper to answer questions about customer perceptions and attitudes toward internet banking. the researcher can build an appropriate knowledge and theories which are positioned actions, perspectives, behaviour and experiences in banking sector.
· [bookmark: _Toc523826963][bookmark: _Toc523827140]Research methods: 
This research will be using qualitative research methods. Qualitative research methods answer questions such as what, why and how (Keegan, 2009). It is a method that seeks a meaning and understanding rather than measuring and counting. Qualitative research methods are relevant for investigating social relations (Flick, 2009). Implementing qualitative research methods in the study will eventually help the researcher understand people behaviour, decisions, and actions. (Myers, 2013). In other words, qualitative research is a suitable method to interpret how and why people are acting to a phenomenon the way they do. 
The research in hand is using qualitative research because the researcher wants to tackle the behaviour of consumers towards internet in the banking sector. Qualitative research is more appropriate in person-centred research. Through the research, the writer can find accurate facts about the consumer usage of internet in banking sector. Also, the writer can build an understanding based on qualitative research on what is important to the consumer and how consumers react toward internet usage in the financial sector.
· [bookmark: _Toc523826964][bookmark: _Toc523827141]Data collection methods: 
In qualitative research, data collection methods vary (Gill et al., 2008). it includes observations, textual analysis (books) and/or visual (videos) analysis and interviews (Gill et al., 2008). Throughout the research, the writer needs to collect useful data for the principles of the study.  
This research will be using primary and secondary research. The primary research will be based on in depth interviews and observations. 
· In-depth interviews:
In depth interview techniques are used for answering the assessment, subject identification, and strategic planning (Guion, Diehl and McDonald, 2018). It explores in deep detail peoples’ experience, practice and perception (Young and Hren, 2018). A successful in-depth interview can be achieved through four characteristics:
· Open ended questions
· Semi structured format
· Designed questions that seek a focused understanding
· Recording the process of the responses
(Guion, Diehl and McDonald, 2018)
In depth-interview is not only about asking questions; it also involves a full recoding and documentation of the answers to provide an accurate understanding and meaning for the findings.
· Observation method:
Observation makes the researcher part of the phenomenon. It requires the researcher full attention and focus in the matter to be able to understand what/why and how things are happening the way they do. 
Secondary data will be a selection of journal articles, case studies, and newspapers. The secondary sources used will be accurate and relevant to the study in hand.
[bookmark: _Toc523826965][bookmark: _Toc523827142]Description of context and participation: 
The research in hands aim to identify what influence customer usage of internet banking in UK. The questions used in the interview were mainly focussing on consumers' behaviour toward internet banking, their understanding of internet banking, their frequency of internet banking usage, and the why they use or not use internet banking. Due to security reasons, the candidates were not asked about any banking or card details. Alongside with other questions, the interviewer gave the candidates options to choose from to identify which service they use in internet banking such as: bank transfer, checking balance, paying bills, credit cards management, or issuing/cancelling standing orders. The researcher asked open-ended questions to identify factors affecting internet banking usage. For the non-internet banking users, the researcher set questions designed to identify their concerns about internet banking and the reason why they don’t use internet banking.
The candidates that are keen to participate in this research are anyone holding a UK bank account. The researcher has targeted research students at University of Wales for the interviews. The candidates were students, aged between 25 and 35 years old, from different backgrounds and all currently living in London. 
[bookmark: _Toc523826966][bookmark: _Toc523827143]Data collection steps: 
The current study has used primary and secondary research methods. The primary data collection methods were interviews and observations. The in-depth interviews have been carried through face-to-face meetings, and emails. The researcher used a sample of eight people to complete the present research. The number of candidates was chosen carefully accordingly with the timeframe and word limit of the research. 
The process of the interviews was done in accordance with Yin six guidelines for a successful researcher (2011). (1) knowing the topic of study (2) effective listening (3) asking relevant questions (4) caring about the information/data (5) doing parallel tasks (6) persevering. While conducting the interviews, the researcher gave the interviewees enough time to answer the questions and give their opinions about the phenomenon. The researcher also observed how the participants react to some questions and their attitudes while answering the questions. The purpose was to encourage interviewees to take time to restructure their own experiences in their own words (Yin, 2011). The interviews were noted, scanned and saved in the researcher personal laptop. 
[bookmark: _Toc523826967][bookmark: _Toc523827144]Data analysis: 
The data of the present research has been collected through interviews and secondary research. The open-ended interviews were conducted on eight participants based in London, over a period of ten days. The candidates are all students at UWTSD. They are aged between 25 – 35 years old. The completion of the interviews was successful which was acceptable for conducting the research. The data analysis was divided into three sections. The first section started by observing the responses noted for each question in the interviews. The researcher read the noted answers and comments carefully. In the next section, the researcher has divided the responses into two sections: users of internet banking and non-users of internet banking. The answers and comments were analysed in a structured way. Then, the researcher started identifying the factors for usage or non-usage of internet banking. The last section addresses the research questions of this paper. The researcher critically analysed and evaluated the findings of section two. And, the findings were compared with the literature review. The aim was to establish an effective relationship between primary and secondary data findings to build a good understanding of customer attitude toward internet banking. The researcher adopted these steps to ensure the reliability and consistency of the work. In the qualitative research reliability of the work is required to be structured through different stages (Lincoln and Guba, 1986)
[bookmark: _Toc523826968][bookmark: _Toc523827145]Preliminary findings: 
The present research was divided into two stages. In Table 1, the researcher included the most important interview questions and illustrative quotes of internet banking users. While table 2 is about non-internet users. 
Table 1: Internet users
	Factors
	Definitions 
	Illustrative quote



	Understanding about internet banking
	
	IB is a virtual channel that enable customers to access their PA anytime anywhere using network and electronic device.
	Internet banking is about accessing my account without the need to go to a branch.

	
Need of internet banking
	
Managing personal accounts in IB is checking balance, transferring money between PA and to external accounts, making payments, managing direct debits, ordering/cancelling cards, paying-in cheques, opening saving account, chatting with a representative.	

	
I most of the time use IB to check my balance, transfer money and pay my phone bill, utility bill, and rent. I do prefer to manage those payments myself rather that set a direct debit. 

	
Benefits of Internet banking
	
IB saved customers time and money compared to traditional banking.
	
I do like using internet banking because it saves me time to travel to the branch and do the transactions that I can manage personally from anywhere

	Communication 
	IB software is designed to be very easy to use and straightforward.
	I think that IB is very easy to use and anyone can understand it clearly.
I’m very satisfied about my bank in all terms including IB. I do like how they notify you about big transactions, or in case they suspect a fraud.

	
	
	


IB = Internet Banking; PA = Personal Account
Table 2: Internet banking non-users
	Concerns about internet banking
	_
	I don’t really feel internet banking is secure. I have been victim of fraud few years ago; and since then I avoid using my account through networking.


	
Future consideration about internet banking
	
_
	
I think it is difficult for banks to ensure 100% security in IB; However, if I feel the confidence to use IB in the future, I will do it.

	
	
	


[bookmark: _Hlk522304865]IB = Internet Banking; PA = Personal Account
[bookmark: _Toc523826969][bookmark: _Toc523827146]Discussion: 
Our findings show that 70% of the overall candidates of this study use internet banking in their daily life. Our results demonstrate that the factors affecting Internet banking usage are customer trust and satisfaction, need to use the online channel and knowledge about the services. Customers’ trust and satisfaction is very important in internet banking usage because it can play a major role boosting usage rate of internet banking (Shanmugam et al, 2014). Although the results show high percentage of internet users, some customers are still not using this facility. Lack of trust is one of the important factors why customers do not use internet banking (Flavian et al., 2006). Their main concerns are fraud, privacy and security issues. There is no doubt that IT has been improving significantly and so does customer perceptions toward internet banking (Shanmugam, 2014). Though, the financial sector must double efforts in developing technologies to ensure no potential threat occurs while handling banking activities (Shanmugam et al, 2014). This will enhance customer trust in online banking platforms (Shanmugam et al, 2014).
Participants have a medium to good knowledge about internet banking facilities. In line with Shanmugam et al. (2014), the results of this research indicate that the most popular services in internet banking in UK includes checking balance, making transfers, and managing bills. In fact, being aware of these services is usually related to customers asking for assistance which can alternatively be completed online and were acknowledge about their availability online. However, we have noticed from the interviews that customers are not aware of online chat that involves talking to representative using internet banking or the mobile app. Chatting to a representative using internet banking is one of the important facilities (Lloyds, 2017). Based on this study, customers are satisfied about the online services design, and the communication of the bank about new services including the online channel. In this matter, Shanmugam et al. (2014) research indicates that banks in the UK have been effective in their marketing strategies for informing internet banking services to customers. 
[bookmark: _Toc523826970][bookmark: _Toc523827147]Ethical considerations:
Ethics are rules and values that distinguishing what is right and wrong. While doing the research, the researcher has not implemented any practice that might cause harm to population or environment.  During the interview, the writer insured participants are safe and comfortable. Also, the researcher avoided asking participants about confidential or private questions. The data collected was securely stored in personal laptop of the researcher and will eventually be destroyed after completion of the research. These ethical approaches were considered to ensure a fair and clear research was conducted.
[bookmark: _Toc523826971][bookmark: _Toc523827148]Limitations:
The limitations of this research can be summarized in two points. First, the result cannot be considered as generalising; it cannot represent the UK population. This is due to the small sample size and methods used in the study. Second, this particular study did not involve banking management in the study to generate views and opinions about customer usage and internet banking services.
[bookmark: _Toc523826972][bookmark: _Toc523827149]Future research prospects:
Future research can consider a large, diverse sample size that will extend the understanding and knowledge in the current study. Future research may also use quantitative or mixed methods to ensure validity and reliability of the study. 
[bookmark: _Toc523826973][bookmark: _Toc523827150]Conclusion and recommendations:
Our results show that a large percentage of customers use internet banking in UK. The most popular services are checking balance, paying bills, and making transfers. The factors that influence the customer usage rate of internet banking in UK are trust, need to access online services and knowledge about online services. 
This study aims to contribute in adding knowledge about internet banking usage in UK. From our results, we recommend the banking sector to improve customer knowledge and understanding about the services available online. This can be achieved by advanced marketing strategies, advertisement, and well-developed CRM. As well as, encouraging customer service bankers to inform and explain products and services in online channels. Also, rising awareness about security in internet banking by educating the customers about types of fraud, and how to protects themselves from online threats. 
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Appendix A:


Interview questions

1. What in your understanding is Internet banking?

…………………………………………………………………………………………
2. What financial institution are you banking with? And why?
…………………………………………………………………………………………
3. Do you use internet banking for managing your personal account?
…………………………………………………………………………………………
3.1 In brief, can you list what do you use internet banking for? For example: Bank transfer, checking balance, making payments, managing credit card.
………………………………………………………………………………

3.2 Why do you prefer using internet banking for the above transactions rather than traditional banking?
………………………………………………………………………………

3.3 How often do you use internet banking? For example: twice a week, once a month
………………………………………………………………………………

3.4 In your opinion, is internet banking easy to use or complex?
………………………………………………………………………………

3.5 Do you think internet banking is useful? Please justify your answer.
………………………………………………………………………………

Internet Banking Non-Users:
4. Why you don’t use internet banking for your personal account?

…………………………………………………………………………………………

5. Do you think that you might consider using internet banking in the future if your concerns are met?

…………………………………………………………………………………………
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[bookmark: _Toc523816081][bookmark: _Toc523826977][bookmark: _Toc523827154]Introduction: 
Reflective writing is a combination of narration, description, and analysis (Moon, 2004). It is an opportunity for individual to reflect on personal experiences, events and observations. According to Moon (2004), reflective writing helps people explore their opinions and ideas. Also, it allows to identify how and why we think the way we do. Reflective writing is a method for people to express themselves freely and analyse their way of thinking, rather than getting influenced by other opinions. It helps have clear assumptions and ideas. In another hand, it allows to respect different opinions and thoughts (Moon, 1999). 
Reflective writing has generally two connected aspects, reflective thinking and critical thinking (Brookfield, 1987). This reflective essay will follow Gibbs reflective model (2011). The guideline involves six phases: introduction, description, feelings, analysis, action plan, and conclusion. The aim is to explore diverse ideas and assumptions towards completing and doing my research. Identifying strengths and weaknesses can also be achieved through self-reflection. This will eventually help address the appropriate action plan by setting self-improvement techniques (Gibbs, 2011).
[bookmark: _Toc523816082][bookmark: _Toc523826978][bookmark: _Toc523827155]Description: 
The module I’m reflecting on is qualitative research methods course. As part of the course, we were assigned to complete two tasks. Task 1 is an evaluation of research methods used in a chosen article. Task 2 is a qualitative research and presentation of the assignment. The goal of this module is to learn principles of qualitative research methods and collect relevant knowledge which will be useful for future doctoral level research. Part of the learning process of the module was to learn qualitative data collection methods, research philosophy, research design, research reasoning, and how to approach the collected data and communicate the findings. 
Personally, I chose to focus my research in this module about “the customer usage of internet banking”. The article I chose to evaluate is about “the customer perceptions of internet banking” as well. The reason why I chose this topic is because I want to expand my knowledge in banking sector. I’m currently working in a bank branch in London, and I have notice that lately internet banking in a major concern of Marketing department. I also noticed that most previous research have focused on internet banking usage from other perspectives such as the influence of customer usage of Internet banking on banking performance … My interest was to know why customer do or do not use internet banking in the UK which in my opinion can open alternative way to improve the performance of both the services and usage rate. 
[bookmark: _Toc523816083][bookmark: _Toc523826979][bookmark: _Toc523827156]Feelings: 
Prior to start the research, I have spent sometimes formulating the research title. With the aid of my tutor Dr Allyson, I was able to have a proper research topic. At the beginning, I was satisfied about my topic which is “A Qualitative Study on Consumer Usage of Internet Banking in UK”. Before starting the research, I though it will be easy to address the research questions using qualitative research through primary and secondary research. However, throughout the research, I found it difficult to progress the work easily. I mean by this that our research required in-depth interviews and deep analysis of findings which involves a high focus and is time consuming. At some point through the research, I felt I won’t be able to complete it successfully. I also found it hard to manage my time between assignments, research, interviews, work, and housework. Finally, I have managed to complete the research before the presentation due date. I felt that it was an achievement and that finally I can pass to other assignments. But, my presentation wasn’t as I expected. I had some major changes to make in the research. I felt disappointed that day. Later on, I noticed that without those mistakes, I was probably not going to learn. So, I used the feedback given by my tutors on the day and changed the topic slightly and research questions to make the research more coherent. Now I feel my research is well developed and better meets the requirement of the module. 
[bookmark: _Toc523816084][bookmark: _Toc523826980][bookmark: _Toc523827157]Analysis: 
The topic I chose was not very complex. That allowed me to find enough resources both in the library and online. I also think the fact that I have started my assignments by the research and not evaluation of methods was a good idea. Because of these, I had the ability to avoid stress due to scarcity of resource in a subject. Also, starting the research allowed me to put my energy into the more difficult task. This was an action plan from last semester reflection that was able to involve in this semester. For me, it is important to challenge myself. But I need to do that smoothly to avoid stress and too much struggle, especially in studies because I get frustrated easily if things go different than what I have imagined.
Hence, I encountered some difficulties. First, I think I failed to manage my time properly. I started a new job career which consumed my time and energy in this semester. So, I struggled making time for the interviews and process of the research in general. Consequently, I made some mistakes in the research which might be avoidable if I had time to review my work. Then, I have procrastinated couple of times. This was because of some health issues. However, I think I could have done more effort to stay on the framework designed as time to accomplish the work was limited and short. 
Besides this, I believe I have deepened my knowledge in qualitative research. I had insight from my MBA and BA research, but this semester allowed me to have clear view and understanding about the methods. I will certainly improve my methods usage in future research.    
[bookmark: _Toc523816085][bookmark: _Toc523826981][bookmark: _Toc523827158]Action plan: 
	What will I do?
	How will I do it?
	When will I do it?

	
Time management

	
I can manage my time better by setting priorities and time scale for each task. I can start prioritizing difficult task as they are time consuming.
	
I will do this in my next work either at University, work of day to day life tasks.

	
Avoid procrastination
	
I can avoid procrastination by setting appropriate time within my schedule for resting and enjoying my hobbies. This will allow me to feel more relaxed and motivated.
	
In my next University work.

	Organisation 

	I must organize my assignment in an effective way. I can do that by setting plans and improvising ahead. 
	


[bookmark: _Toc523816086][bookmark: _Toc523826982][bookmark: _Toc523827159]Conclusion: 
In this reflection, I have stated the progress of my research assignment in Qualitative research methods module. The way I interacted with this research had its pros and cons. I can summarize the pros in my choice of the subject and initiative to start my semester assignment with the most difficult tasks. This allow me to put my energy into the most challenging tasks. The cons of my plan were procrastination and time management. This affected the completion of this research and completion of my assignment. Overall, I’m satisfied with the final work. I have set an action plan that includes time management, avoiding procrastination and organisation. I will implement these action plans in my future research, assignments, and everyday life.  
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